
P E R P O R W A N C E  H E A S U R E S  

City of Wichita, Kansas 

Performance measurement is a way to assess the effectiveness, efficiency and 
quality of municipal services, in order to identify problems, progress or 
trends. The underlying purpose is to improve management decision making, 
resulting in lower cost for services, higher service levels, and other 
quantifiable benefits. 

After several years of focused effort by City departments, the City has 
completed its first full year of reporting and monitoring under the new system. 
Many departments have for some time independently counted, monitored, tracked 
or in some way measured performance. The new sys tem, however, represents the 
first comprehensive effort to provide a fully integrated, decision-driven, 
management information system. 

To facilitate the City's performance measurement development, an initial 
on-site seminar was conducted for staff by Paul Epstein, consultant and author 
of performance measurement works. The final stage of development and the 
implementation phase been directed by Dr. Mark Glaser, loaned faculty from the 
Wichita State University (1989-90 academic year) and currently Special 
Assistant to the City Manager. Ongoing oversight of performance measurement 
is the responsibility of the Department of Finance (Financial Planning and 
Research). 

Performance Measurement System Goal 
The City's goal in establishing a comprehensive performance system is to 
integrate the allocation of resources (annual budget), long-range planning 
(Strategic Agenda) and short-range planning (departmental priorities of 
workloads, targets and standards). The City has elevated its performance 
measurement approach by: 

(1) Providing central support to establish a uniform approach, and to 
introduce the concept in departments not formerly involved with it. 

(2) Integrating measures with the City's annual budget and the Strategic 
Agenda. 

(3) Having a central clearinghouse, allowing the information to be shared 
among decision makers in various departments, and especially by central 
management. 

From the beginning, the performance measurement system has been designed as 
comprehensive and integrated. All departments have been involved, rather than 
having only one or two serve as pilots. Following introduction of a common 
performance measurement concept, the City has moved to promoting understanding 
and reporting among departments, and finally to the integration of measures 
into the central planning processes and documents. 

Department Performance Measurement Reporting 
Although departments report on a monthly basis, a separate performance 
measurement document summarizes on an annual basis. Each department's 
presentation begins with a Mission Statement, setting out its primary or 



underlying service goal. This is followed with Performance Objectives, or 
narrative phrases listing work program activities that support the primary . - 

service goal. objectives are followed by one or more descriptions of the 
Measures to be used in summarizing or projecting performance over a three-year 
period, 

Several measures are used, including the foLlowing: 

(1) Workload or Output Measures - Measures which present quantity of products 
or services produced without regard for resource investments. 

(2)  Productivity Measures - Measures which attempt to relate quantity of goods 
or services produced in comparison to human resources invested. 

(3) Efficiency Measures - Measures, much like productivity measures, except 
they attempt to relate dollar costs associated with the product or service 
being produced. 

(4) Effectiveness Measures - Measures which are goal oriented and attempt to 
answer the question, "Is the program or service having the desired impact 
or result?" 

Not everything departments do can be easily converted to numbers. Use of words 
in ~uali tative Reporting therefore becomes important. Categories for 
organizing qualitative reporting are Strategic Agenda (City program 
priorities), Strategic Action (supporting the Strategic Agenda), Program Action 
(new services, programs, and managerial action); Day-to-Day Activities (not 
easily quantifiable); and Environmental Conditions (events beyond departmental 
control, such as a major storm). Estimates of completion status and human 
resources are included when appropriate. 

The Uses of Performance Heasurement 
Performance measurement does not improve performance; however, communication 
associated with performance measurement can impact performance. Performance 
measures are not the answer to problems but are designed to stimulate 
discussion in an effort to find appropriate solutions. Performance measurement 
does not always explain why a variation in performance occurs, but may signal 
change (both positive and negative) to which managers need to respond. 
Finally, performance measurement is designed to provide for focused discussion 
of important organization issues and allocation decisions. 

Since performance measurement is a dynamic process, changes in reporting can be 
expected in future years. These may be technical, or in content, as feedback 
is received and changes are made for decision-making needs. Such feedback 
contributes to the vitality of the system and keeps performance measurement 
from deteriorating into a mere paper exercise. In these early years for 
concerted use of performance measurement, the City will be learning how to make 
effective use of this tool and introducing changes for improving it. 

For relating department budget information to performance measures, the reader 
may refer to the table of contents in the separate wPerformnce Heasuresn 
document. This has been cross-referenced to the budgets for the corresponding 
departments, in the the 1992/93 Annual Budget document. 



Tha city Council approvad an amount of $SOO,OOO in tha 1990 budget for the astablishmant of a 
savings incentive program. The program is intandad to finmca projocts that will rasult in 
reduced operating costs or increasad ravanuas. Dapartmants may apply far short-term loans to 
implament such projacts, and use the savings or incraasad ravenuar to repay the loan. 

The program is opan to GOnar&l, City/County, and Internal Sarvice funds.'D~prrtmants wishing to 
apply must submit an application with appropriate documantation to tho Financa dapartmamt. 
Projocts must meat cer.tain requirements in ordar to ba considered. Application procaduras and 
requirement* are axplainod in an administrative ragulation. Final approval of the loans is m ~ d a  
by the City Managar. 

The following is a list of projocts that have bean approvad for funding through the savings 
incentive program along with the anticipated annual savings. 

~iwfngs Incontire Prejoets 

Project 

1. Telephone System Xmproverent. A more technologically advanced 
trunk line will increasa the numbar of incoming and outgoing 
calls to City dapartments whila raducing operating costs. Tha 
initial cost is $21.000 and tha loan will ba rapaid in two 
years. The project &as initiated by tho departn;nt of Finance 
and is accountad for in the Talacommunieations intarnal 
sarvica fund. 

2. Police ?AX Uachfne. This project involves the purchasa and use 
of a FAX machine to dirsaninata information from tha Accidant 
/Thaft Varificstion Unit in tho Records Section to insuranca 
companies upon toquest. Tha initial invastmont to purchasa 
the Fax machine is $2,560. Tha loan will ba repaid in the 
first year. Tka Polica department initiated this project. 

3. In-housr Desiqp Work for Engineering Projects- This projact 
Involvas the purchase of hardware and softwar. to anable 
in-house detailed dasign of under-$10,000 projacts currantly 
contracted out. The initial invastmont in equipment is $53,948 
and the loan will ba repaid in threa years. The project was 
initiated by tha dapartmant of Public Works and the savings 
will accumulate In tha capital projacts fund. 

4. Horatologp Analprrr. The Health department is using the 
Savings Incentiva Program to buy a new hematology anrlyaor 
in ordar to avoid costly maintananca ($11,370 per yaar). The 
naw analyzer will cost $35,984 and the loan will ba repaid in 
three yoars. 

5. Computerired Inspection System. Thir project involves the 
computeriration of thq tire permits inspection system. The new 
system will ensure raliabla remittance and processing of the 
inspection porsit faes. The initial capital cost is $100,000 
which will be repaid in three years. Tha Fire dapartmant 
initiatad this project. Tho ravanuas will accumulata in the 
General Fund. 

6. Electrfcml Service Charge. Thir project will anable Century 11 
to hava axclusiva rights to install all alectricrl hook-ups 
within the facility. The charge to axhibitors for thasa 
elactrical installation8 will conrtituta a new sourcr of 
revanues for tho Genaral Fund. The initial cost to acquire 
the equipment is $17,260 m d  will ba repaid in one year. Tha 
project was initiated by the Department of Community 
Facilities (Century 11 ) .  

Annual 
Savings/ 
Pnvmnu -- 

Total annual srvings/revonuai 



EMPLOYCL SUGGESTIOlQ AWARDS P R O G W  

Tha City of Wichita astablishad tha Employma Suggastion Awards Program in 1984. Tha goal is to 

provide for incroasad offfcioncy of City operations by generating and implementing practical 

suggastions and solutions from as many amployaas as possibla. Employmas wra ~ncouragad to submit 
suggastions that rasult in incraasad rrvanuo, savings in time, savings in nonay, improvad quality of 

sarvico and procaduras, a safer work anvironmant, and anhanead employoa morale. 

The Enployom Suggestion Committam has received and raviawad 450 suggastions. Of thasa, 86 h&vo bean 

implamentad, rasulting in net first-year savings alona of norm than $250,000. 

The program givas amployaas nonatary awards for implamentad suggastions. Implenentation costs and 

awards arm funded from savings ganaratad by tha suggastions. 

EMPLOYEE SUGGESTION P R O O W  AWARDS AND SAVINGS BY DBPARTMENT - 1984-1990 
Gross 

Gross Imglomen- ~8vings Net 

Uurpbar lirst-year tation Less First-year 
Department Awarded Savings Costs Impl. Costs Awards Savings 

City Manager 

Financa 

Firm Department 

Health Department 

Housing and Economic Development 

Human Services 

Metropolitan Transit Authority 

Municipal Court 

Park Department 

Police Department 

Public Works 

Water and Sawar Department 

Wichita Housing Authority 

Total 


